
SPECIAL ASSISTANCE BULLETIN 
EAST MIDLANDS AIRPORT 

 
 
Welcome to the first 

edition of the East Midlands 
Airport special assistance 
newsletter. This newsletter aims 
to provide a dedicated update on 
our progress against our targets, 
developments in the department 
which is responsible for 
Passengers with Reduced 
Mobility (PRM) and particularly 
how we engage with local 
disability groups.  
 
For many years we have 
successfully engaged with local 
disability groups from hosting 
Dementia Friends Days to welcoming Guide Dogs for the Blind to the terminal building for 
awareness raising sessions.  In addition to this, and as part of our airport Group, MAG, we 
have consulted with autism awareness charities to help improve the service we offer to 
passengers with disabilities, such as autism.  
 
This financial year, we have placed an increased focus on how we communicate with local 
groups and how we can further deliver our vision of becoming the premier airport 
management and services company, whilst providing the best possible customer service to 
all passengers at East Midlands Airport. 
 
Just over two years ago, we took the decision to insource our PRM department, which 
looks after special assistance in our airport. Since then, we have made significant 
improvement in embedding this department and now have a structured strategy in place to 
ensure that our service levels meet expectations and that we continually deliver on all 
regulatory requirements, whilst identifying areas that we can surpass these requirements.  
 
We have an exciting year ahead and some great plans in place and we will continually 
update you on our journey.  
 
I hope you enjoy reading this update. 
 

Tony Lucas 
Head of Customer Services 
East Midlands Airport 

 
 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

Facility Improvements 
 

We are always looking at ways in which we 
can improve the service we give and this 
includes our facilities and infrastructure.  
 
We are currently in the planning stages of a 
refurbishment to increase the ergonomical 
design of our assistance lounges in the check 
in hall, departure lounge and baggage hall and 
plan to consult with local support groups to 
help ensure that we have direct customer 
feedback.  

Website Advances 
 

As part of our commitment to improve the entire 
customer journey at East Midlands Airport, we 
are currently undertaking a full review of our 
website. The aim of the review is to include 
more relevant information on how passengers 
can book special assistance and about the 
services that we offer. We want to make the 
website more accessible, using innovative 
technology, such as voice recognition.  
 

Airport Awareness campaign 
 

East Midlands Airport is currently producing an 
airport awareness video and booklet that 
includes travel advice for parents, carers and 
children with a disability.  
 
The video shows the journey through the 
airport with some helpful information about 
what to expect before you arrive.  
 
Accompanying the video is an airport 
awareness booklet that gives more information 
on the journey through an airport with help for 
parents and carers of children with a disability, 
such as, being on the autistic spectrum. 
 
To further ensure that the journey is as easy as 
possible; free wristbands will be available to 
help our staff members identify those 
passengers who may need extra help. These 
bands also allow free fast track access through 
security. 
 
As part of the launch of the video and booklet, 
East Midlands Airport will also be briefing 
colleagues and partner companies on the 
awareness programme. 



  
 

 
 

  

 
 
 

Welcome to EMA Handbook 
 

In addition to launching our new awareness 
booklet for hidden disabilities, we are also 
planning to produce a welcome handbook for 
PRM passengers that will give important 
information on the customer journey and the 
services that we offer from how to progress 
through security to the use of aviramps and 
ambulifts. The aim is to help relax passengers 
and equip them with any information that they 
may need.  
 

PRM Airport Forum 
 
During the autumn, we will begin focus groups with our PRM passengers and local and national 
support groups to assist us in the evaluation of the service that we currently offer as well as those 
improvements that we intend to make. This will help us to know that we are catering for the needs 
of a cross range of passengers with disabilities. Following these focus groups we will invite these 
groups to create a PRM Airport Forum to continually assess where we are and allow continuous 
improvements to our service.  
 

Engaging with colleagues 
and stakeholders 

 

At East Midlands Airport, we place a great 
significance on communication and developing 
our people; including our service partners who 
provide service to the 4.5 million people who 
travel through our airport each year. 
 
We have committed to a rigorous training 
programme for the colleagues who work in our 
PRM department; including specific training on 
helping children and adults with autism and 
other hidden disabilities. We will also include 
training and awareness on this for our service 
partners and those colleagues who can help in 
the terminal to ensure we are providing a 
helping hand where needed.  
 
We are planning throughout the next financial 
year to continue with our awareness days for 
staff and passengers; including with the Royal 
Institute for the Blind and the Guide Dogs for 
the Blind. We will also hold workshops and 
forums to consult with staff and stakeholders.  
 
In addition, we are creating a diversity calendar 
for all colleagues with key events celebrating 
the diversity and inclusion strategy in place at 
East Midlands Airport. The calendar will 
highlight key events taking place, such as 
World Braille Day and World Autism Day.  
 
 

Establishing an Airport 
Committee 

 

In line with CAA guidance, in the coming 
months, we will be establishing an Airport User 
Committee, inviting our passengers to join. We 
will be looking for a mixture of passengers who 
travel on business and for leisure to work 
together with us to develop ideas and give us 
their direct feedback on the business, the 
customer journey and to help develop any 
service improvement ideas that we have. The 
committee will cover all aspects of the airport; 
however special assistance will be a priority on 
the agenda for this group. We will 
communicate details on how you can get 
involved very soon.  
 

Get in touch with us 
 

If you have any questions about any of the information included in this newsletter or you would 
like to give any feedback, please call 01332 852975.  
 


